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TRAI NI NG | NTRODUCTI ON

Backgr ound

The Housing Authority of the City of Hi gh Point (HPHA)
requested that PricewaterhouseCoopers (PwC) develop a training
for its caseworkers, as part of its Moving to Wrk (MW
program |In response to this request, PwC devel oped a
casewor ker training, based on the needs and desires of
managenent and staff.

The three primary goals of the training are to:

Enhance specific case managenent skills and practices of
the MIW FSS casewor kers

| ncrease staff understanding of HPHA's work as a holistic
system particularly in regard to the MIWFSS program

| mprove commruni cati on and col | aborati on processes between
HPHA staff in different departnents

This training will take place on March 15 and 16, 2001. The
first day of the training addresses the first training goal to
devel op and enhance the case managenent skills of the MIWFSS
caseworkers. The second day addresses the second and third
goal s: to inprove interdepartnental comrunication and to
increase the staff’s understanding of the holistic nature of
HPHA' s wor k.

The MIW FSS casewor kers conprise the core training audi ence,
who will participate in every session of the training. Joining
the training on the second day will be the Director of
Managenent, the Director of Econom c Devel opnent, and staff
fromthe Departnents of Managenent and Assi sted Housi ng.

How to Use This Gui de

This Participant CGuide contains information on each training
session and contains all of the worksheets and handouts
necessary to conplete the activities. This guide will allow
you to follow along with the trainers as they nove through the
various exercises and di scussions. W encourage you to take
notes if doing so will help you renenmber inportant

information. This guide includes blank pages for note taking
in each section. We have also included reference materials for
your use after conmpletion of the training and a training

eval uation form which we ask you to conpl ete once you have
finished the training. Should you have any questi ons or
coments about the information in this guide, please feel free
to speak with your trainer.






Trai ni ng Agenda

Thursday — March 15
Participants: MIWFSS Caseworkers

Ti me Activity

8:45 - 9:05 Wel conme and | ntroducti ons

9:05 - 9:50 Session 1: Tal king about Self Sufficiency —
Form ng a Team Vi sion

9:50 — 10: 35 | Session 2: Case Assessnment Overvi ew

10: 35 — Br eak

10: 50

10: 50 - Session 3: Case Assessment — Talking with
12: 10 Clients about |Internal Resources

12: 10 — 1:10 | Lunch

1:10 - 2:30 Session 4: Case Assessnment — Talking with
Clients about Internal Barriers

2:30 - 2:45 Br eak

2:45 - 3:45 Session 5: Introduction to Goal Setting

3:45 — 5:00 Di scussi on and W ap-up

Friday — March 16

Partici pants: MIWFSS Casewor kers, Director of Econom c
Devel opment, Director of Managenent, Staff from Departnments of
Assi st ed Housi ng and Managenent

Ti me Activity

8:45 - 9:05 Wl cone and | ntroduction

9:05 — 10: 30 | Session 6: FSS/ MTW Overvi ew and Smal |l Group
Br eakout

10: 30 - Br eak

10: 45

10: 45 - Session 7: Self Sufficiency Mappi ng Exercise

11: 30

11: 30 — Session 8 Work Stories Activity




12: 00

12: 00 - Large Group Summary and Wap Up

12: 15

12: 15 - Final Wap Up with Core Participants
12: 45




Trai ni ng Questions

Throughout the next two days, we will ask you to answer key
guestions about your efforts to assist residents gain self
sufficiency by drawing from your own experiences and | essons
| earned. We have divided these questions into three
categories, as outlined bel ow

Questions Regarding Work of Caseworkers

A useful inmage to convey the conplexity and coll aborative
nature of FSS/ MTW casework is that of a journey towards a
goal . We incorporate this image into the training to provide a
framework for skill devel opment and issue identification. W
define the goal of this journey as “Success in Self
Sufficiency” and we ask you to address the foll ow ng

guesti ons:

» What does success in self sufficiency look like in our
casework practices?

» VWhat are we doing that contributes to that success?

= VWhat are the clients doing that contributes to their
success?

Through your responses to these questions, we derive lists of
skills you and your coll eagues require to perform your jobs.
We ask you to answer these questions using specific exanples
and stories fromyour work. These stories will provide a
context for subsequent training sessions and serve as a useful
starting point to devel op concrete case managenent skills.

Questions Regarding Client Success

The journey netaphor for self sufficiency work continues, as
we switch our focus fromthe caseworker to the client. To
address clients’ efforts to reach self sufficiency, we ask the
foll ow ng questions:

= What hel ps our clients to be successful ?
= What gets in the way of our clients’ success?

To answer these questions, we exam ne what clients need to
access all the resources that are available to them In
particul ar, we focus on how clients discover their own inner
resources that keep them notivated. We al so exam ne how



clients overcone their barriers to self sufficiency, including
t hose that are part of their life circunstances and the inner
barriers that hinder their prospects for success.

After we address these questions and train you to access
resources and identify barriers to self sufficiency, we ask a
final question:

» How do we mmke success in self sufficiency a conpelling
goal for our clients?

We address this question by exam ning the goal formation
process and analyze how it is predictive of success or
failure. We will train you to help your clients devel op
useful and neani ngful goals that are realistic, measurable,
and relevant to the pursuit of self sufficiency.

Questions Regarding Staff Support of Self Sufficiency Wrk

To address the holistic nature of HPHA's work, we focus on
how staff in different HPHA departnents coll aborate in the
authority’ s self sufficiency work. At this stage of the
training, we involve the |arger group of participants and
address the follow ng questions:

» How do we already work as a teamto help clients achieve
success in self sufficiency?

= How can we work better as a teamto ensure greater client
success in achieving self sufficiency?

We continue to use the nmotif of a journey as an organi zi ng
trai ni ng netaphor to address these questions through staff

di scussion and col | aborative exercises. This adds consi stency
to the training and allows us to wap up the final session in
a | ogical fashion with closure.



Trai ni ng Sessions - Day One



Wel cone and | ntroduction
(8:45 — 9:05)

| nt roducti on:

During this session, we provide a brief, general overview of
the discussions, activities, and lectures that will take place
over the course of the next two days. We will define the
course objectives and outline the training agenda.

Session Activities:
I nt roducti ons
Presentation of Training Goals
Qutline of Training Agenda

Not es:




Session 1: Tal king about Self Sufficiency — Form ng a Team
Vi si on
(9: 05 - 9:50)

| nt roducti on:

In this session, we will facilitate discussion on successful
casework. First, we ask you to share a personal work
experience that you feel highlights a positive outcone from

HPHA' s sel f sufficiency work. We will then use these stories
to generate ideas about the factors that deterni ne success
within the MTWFSS program W will record these el ements of

success, for both client and caseworkers, to inform subsequent
training sessions.

By using your stories to frame this session, we identify
effective and relevant strategies to help clients and ensure
that the training reflects your practices and daily realities.
The purpose of this session is not to lecture to you, but to
have you di scuss inportant aspects of your work with our

gui dance. Through di scussi on of your work stories, we hope to
strengt hen your sense of working together as a team united by
a comon set of goals. Finally, by sharing stories of success,
rather than stories of conflict or “war stories,” we aimto
hel p you place your work in a positive and constructive

cont ext.

Goal : I ncrease staff understandi ng of HPHA' s
work as a holistic system particularly in regards to the
MIW FSS pr ogram

Obj ecti ves:
Upon conpletion of this section, you will be able to:

» Describe the team s conception of what is successful self
sufficiency casework and what nakes it nore likely to
occur.

= Describe at |east three elements of success in the
casewor ker .

= Describe at | east three elenents of success in the
client.

Session Activities:




» Participants tell a story about a successful MIWFSS case

» Group discusses stories, while trainers record
information on flip chart

= Debrief session

10



Sessi on 1:

Not es:

Tal ki ng about

Self Sufficiency — Form ng a Team
Vi si on

11



Session 2: Case Assessment Overview — What Clients Need to be
Successf ul
(9:50 - 10: 35)

| nt roducti on:

We know that self sufficiency nmeans that clients finally take
control of their lives. |In the beginning, that nmeans finding
the right resources in the community to assist with

enpl oyment, schooling, jobs and childcare needs. However, as
the journey to self sufficiency advances, clients need to
appreciate their own inner power to manage their future. W

i ntroduce the concept of case assessnment in this session as a
met hod to di scover the resources that clients need to be
ultimately successful.

We al so descri be assessnment as a nmeans to identify the
barriers that put success at risk. Often these barriers can be
circunstances outside the control of the client. But the
journey to self sufficiency neans targeting those resources
and barriers over which the client has sone control.

| dentification of these resources and barriers is crucial to
the success of the client.

Goal : To enhance your case managenent skills and practices

Obj ecti ves:
Upon conpletion of this section, you will be able to:
» Describe the four areas of case assessnent.

» Describe the benefits of a holistic approach to case
assessnment and use a sinple checklist to track the use of
t hi s approach.

Session Activities:

» Overview of Case Assessnent

» Group Discussion on Case Assessnent

» Four Domai ns of Case Assessnent Exercise
» |s My Assessnment Holistic Exercise

12




THE FOUrR Doval NS OF CASE ASSESSMENT

Session 2: Case Assessnent

Overvi ew — \What

Successf ul

| nstructions:

Use this chart to identify exanples of the internal
resources and barriers from your
facilitate discussion on these topics and

ext er nal

caseworker. We will

show how t hese dommins relate to your

and
own experiences as

self sufficiency work.

Clients Need to be

a

SUPPORTS AND STRENGTHS

NEEDS AND DEMANDS

Ext er nal Resources

Persons or organizations that
provi de goods and services to
hel p individuals and famlies
mai ntain a reasonable quality
of life.

Exanpl es:
Extended fam |y
Nei ghbor s
Agenci es, institutions

Support groups

External Barriers

Deficiencies in the client’s
envi ronnent such that needed
hel p i s not avail abl e.

Exanpl es:

Service or resource not

avai |l abl e
| nadequat e prograns

Ineligibility of client for
service or prograns

Client inability to connect
with resource

13




| nt ernal Resources
Personal strengths, beliefs,
val ues, skills that notivate a

person to seek
assi st ance.

accept and use

Internal Barriers
Beliefs, attitudes or val ues
held that |lead to patterns
of behavior that interfere
wi th seeking or accepting
hel p.
I nherent incapacities

outside the client’s control
(ex. health, mental health,
subst ance abuse).

14




Fol l owi ng are areas conmmonly explored in conprehensive case
managenent to assess the four domains:

Fi nanci al resources « Housi ng and safety

Transportation « Clothing and househol d
management

Food and nutrition « Use of health services for
children

Use of health services for - Disabilities (nental, physical,

adul ts | ear ni ng)

Fam |y planning and sexual « Child devel opnent

responsibility
Child care = Educational needs

Support system (as defined by - Legal issues

client)

Vocational functioning or « Substance abuse (self and

readi ness ot her s)

Par enti ng « Donestic Violence (children and

adul t s)

15



| S My ASSESSMENT HOLI STI C?

Session 2: Case Assessnment Overview — What Clients Need to be
Successf ul

| nstructions:

Thi nk about past client engagenents and use this checklist to
determine if your client assessnents have been holistic. If
you are unable to check certain boxes, think about how you
coul d have nodified or changed your approach to make your
assessnment holistic. Discuss your thoughts with your fell ow
casewor kers.

Holistic - Concerned with wholes or with conplete systens
rather than with the analysis of, treatnent of, or dissection
into parts

My assessnment is holistic if it exam nes:

O The skills the individual needs to secure a job or access
t he vocational training needed to devel op job skills.

O The jobs currently available in the |ocal |abor market,
wages, and opportunities for advancenent.

O Additional training or post-secondary education needed to
advance to jobs pronote permanent financial independence.

O Oher factors that inpede a person’s chances for financi al
sel f-sufficiency, such as domestic violence, alcoholismor
drug addiction, children with severe behavi oral problens,
and crimnal records.

O Securing services needed to overcone those broader problens.

16



Sessi on 2:

Not es:

Case Assessnment Overview — VWhat Clients Need to be
Successf ul

17



Session 3: Case Assessnent - Tal king about Internal Resources
What Hel ps our Clients be Successful ?
(10:50 - 12:10)

| nt roducti on:

Clients who set out to become econom cally independent need to
understand that their ability to take advantage of external
resources depends on their notivation, or, in other words,
their internal resources. VWile external resources |ike
childcare are visible and accessible, inner resources are not.
In this section of the training, you will learn how to make

i nner resources visible and practice an interview technique

t hat makes these resources nore available and ultimtely nore
powerful, as the client continues on the path to self
sufficiency.

Goal : Enhance the case managenent skills and practices of
the MIW FSS casewor kers.

Obj ecti ves:

Upon conpletion of this section, you will be able to:
» Describe the concept of an internal resource.
* Interview clients about their internal resources.

= Help a client develop at | east one strategy to strengthen
an inner resource.

Session Activities:

» |ntroduction to Internal Resources

» Goup Discussion — “VWhat are Internal Resources”
» Nam ng an Internal Resource Exercise

* |Interview ng about an Internal Resource Exercise
» G oup Discussion

» Practice Interviews with the G oup

= Sunmary Di scussion

18




NAM NG AN | NTERNAL RESOURCE

Session 3: Case Assessnent — Tal ki ng about Internal Resources
| nstructions:

Using this handout, identify one or nore of your own internal
resources and describe how this resource has affected your
life. The purpose of this exercise is to expose you to the
type of questions that case managers commonly use to get
clients to tal k about their internal resources and sources of
noti vati on.

VWhen assessing a client’s internal resources, it is inportant
to exam ne the individual’s strengths, values, and skills that
contribute to their success. Questions to ascertain internal
resources include:

? What quality do you nost |ike about yourself?

? What perspective keeps you goi ng when you are di scouraged?

? When you are facing difficult challenges, what enables you
to persevere?

? What personal value do you hold highly?

? What notivates you to inprove your circunstances?

? What personal strength of yours have others noticed?

? O the internal resources that you have nentioned, which is
the nmost influential in your work toward self-sufficiency?

19



| NTERVI EW NG ABOUT AN | NTERNAL RESOURCE

Session 3: Case Assessnent — Tal ki ng about Internal Resources
| nstructions:

I nterview a co-worker on her internal resource(s). The purpose
of this interviewis to explore the history and origins of
internal resources, as well as how clients can use these
resources to conmbat problens and achi eve goals. This exercise
will expose you to an interview ng technique that you can use
to notivate your clients to be proactive in their efforts to
become self sufficient.

Thi nk of a personal strength, value, or belief that gets you
t hrough hard tinmes and phrase it as one word, a noun. Fill in
t he bl anks below with that one word and answer the follow ng
questi ons.

The history of in your life

2 When did you first notice it?

2 \What were sone early instances of its presence?
2 Which people in your life are connected to it?

2 \Who else in your past or present knows about it?

The origins of in your life

2 Who before you also had it?
2 Where and how do you think they acquired it?

2 What traditions, beliefs, or experiences started it in your
life?

The future of in your life

2 If you nore fully used it, how would it affect your life?
2 How would it affect your relationships?
2 How would it affect your hopes for the future?

2 Nanme three ways that you can use it to help you neet your
self sufficiency goals.

20



Tell a story about how

enriched your

has added to or

life and your

rel ati onshi ps.

21



Sessi on 3:

Not es:

Case Assessnent
What Hel ps our

- Tal ki ng about

| nt er nal

Clients be Successful ?

Resour ces

22



Session 4: Tal king about Internal Barriers
VWhat Prevents our Clients from Being Successful ?
(1:10 — 2:30)

| nt roducti on:

Just as inner resources are invisible, so too are the inner
obstacl es that people form from past experiences. Pessimsm
and cynicismagenerally lead to repeated failure, which can
make sone clients view failure as normal. Caseworkers need a
mechani smto understand and uproot these obstructive attitudes
and to counter their effects.

In this session, you will learn how to disarmthese internal
barriers by treating them as separate fromthe client, who
desires to be self-sufficient. Through an interview technique,
you will learn to help clients realize that their problenms are
not rooted in who they are as people. Treating people as the
probl em only hinders their ability to deal effectively with
their obstacles and prevents them from accessing their inner
resources. A useful phrase to describe the need to di sconnect
the problemfromthe person is, “People are not the problem
The problemis the problem”

Goal : Enhance the case managenent skills and practices of
the MIW FSS casewor kers.

Obj ecti ves:
Upon conmpl etion of this section, participants will be able to:

» Develop a clear understanding of why many clients do not
make use of avail able resources.

= Nane at | east four recogni zable internal barriers to self
suf ficiency.

= Interview clients about their internal barriers to self
sufficiency.

= Help a client devel op at | east one “anti-barrier”
strategy.

Session Activities:

= | ntroduction to Internal Barriers

23




» Discussion about Generalization using the foll owi ng
handout s:

Internal Barrier — A Cynicism Story

| nternal Barrier

A Pessim sm Story

| nternal Barrier

A Fatalism Story
Internal Barrier — A Criticism Story

» Sanple Interview between Trai ner and Partici pant
Vol unt eer

= Debrief Session

* Interview Practice Session using Interview ng a Person
about a Probl em handout

= Sunmary Wap Up and Di scussi on



| NTERNAL BARRIER - A PESSI M SM STORY

Session 4: Tal king about Internal Barriers
| nstructions:

Thi s handout describes a scenario in which the internal

barrier of Pessimsmaffects a client. Review this scenario to
engage in discussions on how internal barriers prevent clients
from achi eving their goals.

How Pessim sm Affects My Life

“l am a person who has been constantly frustrated in achieving

goals in life. | also received many nessages from i nportant
people in nmy life that | am basically unlovable. | my have
been abused as a child. | certainly was enotionally

negl ected.”

Concl usi on — What Pessim sm Wants Me to Believe about Myself
and the World

“No matter what | do, no matter how hard |I try, something

al ways goes wong. | amineffective, helpless and worthl ess.
My problens are so great that they could never be solved even
if someone were willing to help. However, | amof so little
val ue that no one would want to help. There is no point in
asking for help, as | will only be further frustrated. The
future will be no different. Life is futile.”

Characteristic Feeling States — What Pessimsmilncites Me to
Feel

Depression, apathy, futility, hopel essness

Behavi or Patterns- - How Pessinmismis Able to Convince Me to
Act

Dependency, hel pl essness, wi thdrawal

25



Based on Ballew & M nk, Case Managenent in Social Wrk: Devel oping the
Prof essional Skills Needed For Work Wth Miltiproblem Cients 1996. Charles C
Thomas, Springfield IL. pp. 114-115

| NTERNAL BARRIER - A CRITI Cl SM STORY

Session 4: Tal king about Internal Barriers
| nstructions:

Thi s handout descri bes a scenario in which the internal

barrier of Criticismaffects a client. Review this scenario to
engage in discussions on how internal barriers prevent clients
from achi eving their goals.

How CriticismAffects My Life

“1 have experienced a great deal of frustration and failure. |
have received nessages that | am val ued, but they have not
been enough to allow nme to feel conpletely confortabl e about
mysel f. | experienced enough of criticisnis attacks to be very
sensitive to it but | have enough strength to try to defl ect
them | cone froma famly in which one parent was critica

and one was supportive. | can tell many stories about being
unfairly blanmed for things and bei ng m sunderstood by ot her
people.”

Concl usion — What Criticism Wants Me to Believe about Myself
and the World

“All ny life | have failed or been unfairly blamed for
failures. Now that I’mgrown, | don’t have to take it any
more. | have learned that it is |less painful to put
responsibility and bl ame onto others than to accept it nyself.
| act as though other people need help nore that | do. Life is
rotten.”

Characteristic Feeling States — What Criticismlincites Me to
Feel

Depressi on, Apathy, Anger, Failure

26



Behavi or Patterns - How Criticismis Able to Convince Me to
Act

Bl am ng, aggressiveness, defensiveness, fault-finding

Based on Ballew & M nk, Case Managenment in Social Work: Devel opi ng the
Prof essional Skills Needed For Work Wth Miltiproblem Clients 1996. Charles C
Thomas, Springfield IL. p. 115

| NTERNAL BARRIER - A CYNI C SM STORY

Session 4: Tal king about Internal Barriers

| nstructi ons:

Thi s handout describes a scenario in which the internal

barrier of Cynicismaffects a client. Review this scenario to
engage in discussions on how internal barriers prevent clients
from achi eving their goals.

How Cynicism Affects My Life

“My life stories are ones of betrayal. | was seduced and
abandoned in many ways. | have experienced many

di sappoi ntnents and | earned not to expect much from ot her
people. | did experience nmy own strength, however. M strust of
ot hers, combined with a little confidence in nmyself, has |ed
me to act very self sufficient. | felt |ike an outsider in ny
own famly and was kept at sone enotional distance from ny
parents.”

Concl usi on — What Cynicismwants ne to believe about nyself
and the world

“l can’t trust other people to take care of me. They will use
my vulnerability to hurt me, If | build a wall around nyself,
then they can’t hurt ne. | have to act as though I'’mentirely
self sufficient and have everything under control. | have to

27



hi de my need for help so no one can use it against ne. | don’t
ask for help so | can’'t be disappointed. Life is so lonely.”

Characteristic Feeling States — What Cynicismilncites Me to
Feel

Lonel i ness

Behavi or Patterns - How Cynicismis Able to Convince Me to Act
Control, Over-Independence, Distancing, Aloofness, Deni al

Based on Ballew & M nk, Case Managenent in Social Wrk: Devel oping the
Prof essional Skills Needed For Work Wth Miltiproblem Cients 1996. Charles C
Thomas, Springfield IL. p. 116

| NTERNAL BARRIER - A FATALI SM STORY

Session 4: Tal king about Internal Barriers

| nstructi ons:

Thi s handout descri bes a scenario in which the internal

barrier of Fatalismaffects a client. Review this scenario to
engage in discussions on how internal barriers prevent clients
from achi eving their goals.

How Fatalism Affects ny Life

“l had a very unstable life as a child. Relationships were
short-lived and unpredictable. Inportant events were not
expl ai ned, giving ne the inpression that things just happen
for no reason. | was alternately indul ged and puni shed
according to the whins of ny parents and with no relation to
nmy behavior. | renmenber ny chil dhood as being both good and
bad but always with an underlying fearful ness.”

28



Concl usi on — What Fatalism Wants Me to Believe about Myself
and the World

“Life is chaotic. | amentirely in the hands of fate and have
no control over the future. There is no point in making plans.
| can only react as new situations develop. | enjoy the good
times when | can. When problems occur, | ignore themfor as
long as | can and hope they’' |l go away. It is inpossible to
antici pate problens, so there is no point asking for help.
Life is unpredictable.”

Characteristic feeling state — What FatalismIincites Me to
Feel

Anxi ety

Behavi or Patterns - How Fatalismis Able to Convince Me to Act

| mpul si veness, Disorgani zation, Recurring crisis, Poor
pl anni ng

Based on Ballew & M nk, Case Managenent in Social Wrk: Devel oping the
Prof essional Skills Needed For Work Wth Miltiproblem Clients 1996. Charles C
Thomas, Springfield IL. pp.115-116

| NTERVI EW NG A PERSON ABOUT A PROBLEM - SAMPLE QUESTI ONS

Session 4: Tal king about Internal Barriers
| nstructions:

Use this handout to interview a co-worker, who will play the
role of a client with a problem The purpose of this exercise
is to expose you to ways to exam ne the affects and roots of a
client’s problems and to devel op strategies to overconme them

Addr essing the Problem

? Would it be all right with you if | asked you sone questions
about this problen? (Note: If the client says “l don’'t

29



know,” try asking how a close relative or friend would
answer the question.)

When did the problemfirst come into your life? What nade it
easier for the problemto enter at that tinme?

VWhat are some ways the probleminfluences your life at this
time?

? What does the problem get you to do agai nst your better
j udgenent ?

What does the problem get you to believe about yourself?

VWi ch of your life circunstances does the problemuse to its
advant age?

How is this problem affecting your relationships?

|f the problemcould talk, what kind of life would it say it
wants for you?

How much do you want to take back your life fromthe
probl en? (on a scale of 0-10, for instance)

How do you feel about the problenis having these effects on
you and your life?

What do you call the opposite of the problen? What do you
t hi nk woul d be the strongest force or weapon against it?

Col I ecting Anti-Probl em Know edge

? What areas of your life have you taken control over despite

t he probl enf?
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What effective counter-nmeasures have you taken agai nst the
pr obl enf?

What special qualities, skills, and knowl edge do you possess
t hat can overcone this problenf

What purposes, values and comm tnents guide you through your
battle with this probl enf?

VWhat are the problen s weaknesses and vul nerabilities?
Who are your allies against the problenf

What are other options available to you to conbat the

probl en? For instance, if you were going to create an “Anti -
Probl em Canpai gn,” whom woul d you want to join? What m ght
you be asking themto do? What else m ght you need to make

t he Canpai gn a success?
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Not es:

Session 4: Tal king about Internal Barriers

VWhat

Prevents our

Clients from Being Successful ?
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Session 5: Introduction to Goal Setting
What Ki nds of Goals Contribute to Client Success?
(2: 45 — 3:45)

| nt roducti on:

Goal setting is often treated as an accounting practice of
sinmply identifying where a client is and where that client
wants to go. But effective goal setting is nuch nore
conplicated than this. What people often fail to appreciate in
case managenment is that the chances for a client’s success are
heavily dependent on the successful fornulation of their

goal s.

Goal s are the key to successful notivation, but only if these
goal s have the characteristics of a well-formed and thoroughly
i mgi ned outcone. Goal setting is often based on a bal ance

bet ween what clients think they want to achi eve and what the
case manager thinks is appropriate, realistic, and

sustai nable. This session of the training will introduce you
to effective strategies to form neani ngful goals that are

achi evabl e, nmeasurable, and relevant to the pursuit of self
sufficiency.

Goal : Enhance the case managenent skills and practices of
the MIW FSS casewor kers.

Obj ecti ves:
Upon conpletion of this section, trainees will be able to:
» Name the characteristics of a well-devel oped goal .

» Use a sinple checklist to evaluate their current goal -
setting practices.

= Use questions to develop a short-term goal

Session Activities:
» CGeneral Overview of Goal Setting
» G oup Discussion
» Questioning for a Well Fornmed Goal Exercise
* |s My Goal Well Devel oped Exerci se
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QUESTI ONI NG FOR A WELL- FORVED GOAL

Session 5: Introduction to Goal Setting
| nstructions:

Use this handout to practice devel oping goals for your
clients. This handout outlines the criteria of well-formed
goal s; key words to use when hel ping clients develop their
goal s; and sanple questions. To help you apply these goal -
formation strategies to your work, try to develop a short
term neasurable goal for one of your clients, with whom you
wll neet in the near future.

CR TER A Key WHRDS SAVPLE QUESTI ONS
In the Positive “I nst ead” “What will you be
doi ng i nstead?”
In a Process Form |*“How’ “How wi I | you be doi ng
t hi s?”
As Specific as “Specifically” |“How specifically wll
Possi bl e you be doing this?”
In the dient’s “You” “What will you be
Cont r ol doi ng when t hat
happens?”
In the dient’s Use the
Language client’s words
Measur abl e “What ,” “Wiaen” |[“What will tell us
t hat you are doing
t hi s?”
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From Becom ng Sol uti on-Focused in Brief Therapy by John Walter
Pell er (1992). Brunner Mazel: New York

and Jane
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| S My GOAL VELL- DEVELOPED?

Session 5: Introduction to Goal Setting
| nstructions:

Using this checklist, exam ne sone of your own clients’ goals
and assess if they neet the following qualities of well-

devel oped goals. If your clients’ goals do not neet these
qualities, think about how you could nodify or change themto
neet these qualities.

Qualities of Wl -Devel oped Goal s:

QIt is inportant to the client.

Q It is as specific as possible.

Qlt is realistically achievable.

QIt is positively-stated as the presence, rather than
t he absence, of sonet hing.

QIt is stated in the client’s | anguage.

Q It is described as the begi nning of a new behavi or,

not an end of undesirabl e behavi or.

QIt is viewed as taking a ot of “hard work” by the
client.

QIt isinthe client’s control.
Q It can be neasured easily.
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Not es:

VWhat

Session 5: Introduction to Goal Setting
Ki nds of Goals Contribute to Client Success?
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Summary Di scussi on and Wap Up
(3:45 - 5:00)

| nt roducti on:

The purpose of the summary di scussion and wrap up is to
conmbine all of the issues and | essons covered throughout the
day into a unified picture of casework. The trainers wll
recap the day’'s activities, summari ze the maj or points and

| essons of the training, and solicit questions and feed back
fromthe participants.

Session Activities:
» Participant Reflections on the Day's Activities
» Summary of Lessons Covered
» Discussion of Workshop Summary Points
= Questions and Feedback
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WORKSHOP SUMMARY PO NTS

Belowis a list of the main points covered in today’s
caseworker training. You may find it helpful to place a check
next to the points that you understand. Then, if any boxes
remai n unchecked, please ask your trainer to clarify the
poi nt .

O A coll aborative, strengths-based approach to casework and
case managenent enhances the working alliance between client
and worker.

O A successful journey from dependency to self-sufficiency
depends upon the conbined efforts of the client and the
caseworker in a strong coll aborative relationship.

O The primary goal of a case manager is to enable a client to
use help effectively.

O The major roles of a case manager are to: a) Help clients
overcone their barriers to using resources, and b) Connect
the client to both external and internal resources.

O A holistic assessnment recognizes that problens and sol utions
exi st within a network of needs and resources.

O In case assessnent, clients’ self-sufficiency needs are
bal anced between resources and barriers that are both
external and internal.

O Internal resources are powerful tools that can drive a
client’s self-sufficiency journey.

O Clients’ internal resources are accessible through
conversations or questions that draw on their val ues,
beliefs, hopes and dreans.

O Patterns of behavior, shaped by past experiences,
(Generalization) can produce internal barriers that
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constrain a client from seeking, accepting or using
resources.

Casewor kers can conbat clients’ internal barriers through
conversations that separate the person fromthe problem

O Well -devel oped goals are specific, achievabl e, neasurable,

appropriate to self sufficiency, inportant to the client,
and in the client’s own | anguage.
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Not es:

Summary Di scussi on and Wap Up
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Trai ni ng Sessions -

Day Two
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Wel cone and | ntroducti on
(8:45 — 9:05)

| nt roducti on:

To start the second day, we orient the new nenbers by

descri bing the goals and objectives of the training. W w ||
briefly go over what has happened so far in the training and
provide an outline for the day’s activities. Finally, we wll
i ntroduce the concept of a holistic organization to start the
day’s activti es.

Session Activities:
| nt roducti ons
Descri ption of What Has Happened in the Training So Far
Qutline of the Days Activities
Description of a Holistic Organization

Not es:

43



Session 6: MIWFSS Overview and Smal|l Group Break Qut
(9:05 - 10: 30)

| nt roducti on:

The interconnectedness of the HPHA departnents is the focus of
this training session. In a large organization with nultiple
departnents, staff can easily becone so engrossed in their own
work that they forget about the broader goals of the

organi zation. In HPHA's case, one of these goals is to help
residents becone self sufficient, and all HPHA staff are, in
sone way, connected to this pursuit.

This training session is an opportunity for you to step back
fromyour own individual work and gain a nore holistic
perspective of why your work matters to the overall m ssion of
the organi zation. In this session, we will denpbnstrate why it
is inmportant to know the staff in the other departnments and
the roles that they play in HPHA s worKk.

Goal s:

» | ncrease staff understanding of HPHA's work as a holistic
system particularly in regards to the MIWFSS program

» | nprove communi cati on and col | aborati on between HPHA
departnments in the delivery of self sufficiency services to
clients.

Obj ecti ves:
Upon completion of this section, you will be able to:

» Understand the purpose, history, and key procedures of
t he MITW FSS program

» See the interconnectedness of each department in HPHA' s
self sufficiency work.

Session Activities:
= VWhen | Joined HPHA Exerci se
= Overview of the MITWFSS Program
= The Inside Story Exercise
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WAEN | Ja NeD HPHA
Session 6: MIWFSS Overview and Small G oup Break Out

| nstructions:

For this exercise, pair up with a co-worker, who you do not
know wel |, and tell your partner about an experience from your
first days as an HPHA enpl oyee. Once all the pairs are
finished tal king, introduce your partner to the |arger group
by retelling the story that you just heard.

Pl ease answer the foll ow ng questions and address your answers
to your partner:

? VWhat was your first job at HPHA?
? How nmany years have you wor ked at HPHA?

? What do you renmenber about your first experience as an HPHA
enpl oyee?

VWhen you are finished, be prepared to introduce your partner
to the group by retelling the story that you just heard.
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THE | NSI DE STORY
Session 6: MIWFSS Overview and Small G oup Break Out
| nstructions:

For this exercise, join the nenbers of your own departnment. On
a poster sheet, create pictures and/or statements with your
group of what you do as individuals in your departnment and as
a teamtogether. After your small group is finished, be
prepared to present your poster to the |arger group. Think
about the follow ng issues as you create your poster:

? What service do you provide to residents? What is the nature
of your work with residents?

? What is the purpose of your departnent?

? What woul d you |ike people in other departnments to know
about your work?
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Sessi on 6:

Not es:

MTW FSS Overvi ew and Snml |

Group Break Qut
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Session 7: Self Sufficiency Mappi ng Exercise
(10: 45 - 11:30)

| nt roducti on:

In this session, we reinforce the concept of HPHA as a holistic
system of several departnents that share comon goals and
chal | enges. The Self Sufficiency Mapping Exercise will allow you
to see how your work relates to the work of others and ultimtely
to the pursuit of HPHA's mi ssion. Using the posters created in the
previ ous session, we will draw connections between each of the
departnments to represent the holistic nature of HPHA s self
sufficiency work.

Goal s:

» | ncrease staff understanding of HPHA's work as a holistic
system particularly in regards to the MIWFSS program

* | nmprove conmmuni cation and col | aborati on bet ween HPHA
departnments in the delivery of self sufficiency services to
clients.

Obj ecti ves:
Upon conpletion of this section, you will be able to:

» Describe the role each departnent plays to help residents
achi eve their self sufficiency goals.

» Understand the client’s process to achieve self
sufficiency fromthe application stage to econom c¢
i ndependence.

Session Activities:

» Trainers Map the Self Sufficiency Journey Using Posters
» Group Di scussion
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Not es:

Sessi on 7:

Sel f Sufficiency Mappi ng Exercise
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Session 8. Wirk Stories Activity
(11:30 - 12:00)

| nt roducti on:

In this session, we attenpt to strengthen the |evel of

comruni cati on between the different HPHA departnments through

i ndi vidual, staff work stories. While this activity lasts for only
30 m nutes, we encourage you to use this exercise as a catal yst
for continued dialogue with different HPHA departnments. Through
this exercise, we stress the value of communication, as a neans to
i nprove job performance, professional and personal devel opnent,
and noral e.

Goal s:

» | ncrease staff understanding of HPHA's work as a holistic
system particularly in regards to the MIWFSS program

* | nmprove conmmuni cation and col | aborati on bet ween HPHA
departnments in the delivery of self sufficiency services to
clients.

Obj ecti ves:
Upon conpletion of this section, you will be able to:

» Better understand the work of departnents, other than
their own.

» Describe the role each departnent plays in the
achi evenent of self sufficiency goals of residents.

» |dentify the common goals and chall enges of each
depart nment.

Session Activities:
= A Story of My Job Exercise

» Large G oup Discussion
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A STORY OF Mr JoB
Session 8. Wirk Stories Activity

| nstructions:

For this exercise, join a small group of 4 — 6 participants
and follow the instructions bel ow

Pl ease recall a personal story about working with an HPHA
resident and think about the chall enges, rewards, obstacles,
and resources that you faced during the interaction.

Tell the story to your group.

After each nmenber of your group tells a story, select one
story to tell to the larger group.
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Not es:

Session 8: Wrk Stories Activity
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Large Group Summary and Wap Up
(12: 00 — 12:15)

| nt roducti on:

During this final session, we will summarize the day’s
activities,reiterate the value in viewing HPHA as a holistic
system and reenphasi ze the inportance of interna

conmmuni cation anong HPHA's departnents. This wap up session
is also an opportunity for you to ask questions, or make a
conment about your experience with the training. Once the
training is conpleted, we will distribute an eval uati on sheet,
SO you can assess the training and provide any additional

f eedback to us.

Session Activities:
» Sunmary of Day’s Activities
» Reiteration of Major Thenmes of Training
* Questions and Feedback
= Conpletion of Training Evaluation Form

Not es:
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Final Wap Up with Core Participants
(12: 25 - 1:00)

| nt roducti on:

In this final wap up session, trainers sunmarize |essons

| ear ned throughout the two-day training and answer any
gquestions, clarify any issues, and solicit feedback fromthe
audi ence. The trainers address the nmajor thenmes of case
assessnent, goal setting, holistic work, and interdepartnental

communi cation, and illustrate the interconnected nature of
these thenes in self sufficiency work. Finally, the trainers
will close the training for the core participants and w sh

them luck as they incorporate the | essons they |learned in
their daily work lives.

Session Activities
» Sunmary of Overall Training Lessons
» Final Questions and Feedback
= Training Wap Up

Not es:
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Ref erence Materi al
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StAaGES OF CASE IVANAGENMVENT

The goal of case managenent is to The main role of the case manager is to overcone
enable the client to use help clients’ barriers to using resources and to make
effectively. connecti ons between the client and hel ping
resources.
St age Tasks
1. Engage « Build trust ang morklpg relat!onshlp
- Handle clients’ negative feelings
« Clarify role expectations. Determ ne who will do what.
2. Assess Elicit accurate information about:
« Client’s situation
« Client’s problens
« Client’s resources (external and internal)
« Client’s barriers to using the resources
3. Pl an « Formul ate goal or goals
- Set priorities anong the goals
« Choose nethods to achieve goals
- ldentify times and procedures for eval uating progress
4. Access - Access external resources
Resour ces .
- Access internal resources
« Connect client with resource
- Negotiate client’s use of resource
- Advocate — Use influence to obtain help for client
- Motivate Client
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5. Coordi nat e

CGet agreenent with goals and the plans to achi eve those goal s
Secure cooperation

I nform hel pi ng network of changes
Support nenbers of the hel pi ng network

6. Di sengage

Eval uat e progress and/or achi evenent of goals
Say “goodbye” — Cel ebrate success

58




ACTI VE LI STENI NG TECHNI QUES

TYPE OF PURPOSE TO ACHI EVE PURPOSE EXAMPLES
STATEMENT
ENCOURAG NG To convey interest Don't agree or "l see ..
To keep the person di sagree " Uh- huh .."
talking Use nonponn1ttgl_ "That's interesting..!
words with positive
tone of voice
RESTATI NG To show that you Restate the other's “1f | understand you
are listening and basi c i deas, correctly, your idea is
under st and enphasi zi ng t he "
To let the person facts "I n other words, this is
know your grasp the your decision ..
facts “What | hear you sayi ng
is..!
REFLECTI NG To show that you Restate the other's "You feel that .."
3L§e:;f;ﬁ3|ng and basi c feelings "You were pretty
di sturbed by this"
To let others know
you under st and
their feelings
SUMVARI ZI NG To pull inportant Restate, reflect, "These seemto be the
i deas, and facts and summarize maj or key ideas you have
t oget her i deas and feelings expressed .."

To establish a
basis for further
di scussi on

To revi ew progress

"I

You feel this way about
the situation.”

under st and you, ..."
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VALI DATI NG

To let others know
you under st and

Express the neaning
you are making

" That nmkes sense to ne
because.."

EMPATHI ZI NG

To connect with
ot hers on an
enotional | evel

Express the
feelings you
recogni ze in the
ot her

" |1 can imagi ne you
m ght be feeling..

© Copyright 2001 The Poynter Institute, 801 Third Street South, St

Pet ersburg, FL 33701
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MULTI PLE BARRI ERS

People with multiple barriers are nore likely to receive
wel fare for extended periods of time. During a two-year
period, nmore than 50 percent of those who received welfare
for longer than one-and-a-half years had nultiple barriers;
in contrast, only 5 percent of those who received welfare
for less than six nmonths had nmultiple barriers (Pavetti
1995).

Long-term welfare recipients (five years or nore) are nore
likely to have severe barriers to enploynent than are short-
termwel fare recipients (less than two years)--54 percent,
conpared to 40 percent (O son and Pavetti 1996).

Wel fare recipients with nmultiple barriers are less likely to
mai ntai n conti nuous enpl oyment throughout a given year. Only
7 percent of welfare recipients with severe multiple
barriers to enploynent worked continuously during a given
year, conpared with 25 percent of welfare recipients wthout
severe nultiple barriers to enploynent (O son and Pavetti
1996) .
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RESOURCE | NVENTORY FORM ( EXAMPLE)

Client Needs

| nt er nal

Resour ces

Ext er nal

Resour ces

1.
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Trai ning Eval uati on Form
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Trai ni ng Eval uati on Form

Your feedback is very inportant to help us inprove the quality of
this training. Your responses will be kept confidential. Please
return this formto your trainer. Thank you!

Poor Satisfactory
Excel | ent

Training Quality

1. The overall quality of the 1 2 3 4
training | have received
was...

2. The relevance of the 1 2 3 4
training to ny needs is...

Quality of Trainers

3. The overall effectiveness 1 2 3 4
of the trainers was...

4. The ability of the trainers 1 2 3 4
to convey & explain the
mat eri al was...

Presentation

5. The topics covered in the 1 2 3 4
training were..

6. The training exercises 1 2 3 4
were...

Course (bjectives

7. The stated objectives of 1 2 3 4
the training were...

8. The length of the training 1 2 3 4
was...

9. The course delivery nethod 1 2 3 4
was...

Mat eri al s

10. The course materials 1 2 3 4

(wor ksheets, handouts,
etc.) were...




The greatest strength(s) of the course is/are:

The course could be inproved by:

Any ot her comments:

Pl ease use the back of this form for

any additi onal

coment s.
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